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FEDERAL  DEPOSIT  INSURANCE  CORPORATION 
AGENCY:  Federal  Deposit  Insurance  Corporation. 

ACTION:  Final  Notice  of  Consumer,  Civil  Rights,  and 
Community  Relations  Program. 

summary:  The  goal  of  the  FDIC’s  Program  is  to  promote  the 
consumer  and  civil  rights  of  customers  of  State  nonmember 
banks  and  to  promote  the  objectives  of  the  Community 
Reinvestment  Act. 

DATE:  Effective  June  9, 1980. 

FOR  FURTHER  INFORMATION  CONTACT: 

Henry  S.  Newport,  Director  (202-389-4512),  Thomas  C. 

O’Neil,  Chief  of  Consumer  Affairs  Section  (202-389-4767), 
Robert  E.  Cook,  Chief  of  Civil  Rights  Section  (202-389-4341), 
or  William  G.  Hrindac,  Chief  of  Compliance  Examination 
Section  (202-389-4512),  Office  of  Consumer  and  Compliance 
Programs,  Federal  Deposit  Insurance  Corporation, 
Washington,  D.C.  20429. 

PUBLIC  COMMENTS:  In  mid-February  1980,  the  Office  mailed 
out  approximately  1,400  copies  of  the  FDIC’s  proposed 
program  to  organizations  and  individuals  on  the  Office’s 
mailing  list.  Out  of  this  mailing,  the  Office  received  a  total  of 
17  comments  from  the  sources  listed  below; 

Individual  consumers,  7;  consumer  organizations,  2; 
business  and  trade  organizations,  6;  State  and  local 
governments,  2;  total,  17. 

Staff  of  the  Office  reviewed  and  analyzed  the  suggestions 
received  and  considered  various  methods  for  implementing 
these  suggestions.  Suggestions  and  comments  received  by 
the  Office  included:  providing  FDIC  consumer  complaint 
forms  in  banks,  educating  bank  employees  about  FTDIC’s 
consumer  affairs  program,  addressing  the  needs  of  the 
elderly  in  FDIC’s  educational  material  and  programs, 
providing  an  organizational  chart  of  the  Office,  motivating 
insured  State  non-member  banks  to  develop  their  own 
consumer  programs,  maintaining  a  centralized  or  regional 
listing  of  all  bank  compliance  officers,  and  considering  a 
college  intern  program. 

One  of  the  suggestions  required  no  new  action  on  FDIC’s 
part  (FDIC  consumer  complaint  forms  are  already  available 
to  banks  for  display).- In  response  to  the  other  suggestions, 
we  have  included  an  organizational  chart  in  this  final 
program,  and  the  Office  will  be  hiring  several  college  interns 
to  work  in  our  Office.  In  addition,  we  have  recently 
introduced  a  program  of  compliance  seminars  for  bankers 
located  in  all  of  our  14  Regions.  This  has  significance  to  the 
consumer  in  that  it  provides  instruction  to  the  banking 
industry  on  consumer  laws  and  emphasizes  the  importance 
of  banks  adhering  to  these  laws  and  regulations. 

Based  on  our  experience  with  the  banking  seminars,  we 
will  consider  conducting  pilot  consumer  seminars  in  one  or 
two  of  our  Regions.  The  concerns  of  the  elderly  and 
minorities  would  be  a  part  of  any  proposed  agenda  for  these 
seminars. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

The  Office  of  Consumer  and  Compliance  Programs  (Office 
of  Bank  Customer  Affairs)  was  established  by  the. Board  of 
Directors  in  April  1975  to  serve  as  a  focal  point  within  the 
Corporation  for  protecting  the  interests  of  customers  of 
nonmember  banks  supervised  and  examined  by  the  FDIC. 

Staff  Location 

In  January  1980  the  Board  of  Directors  approved  an 
organizational  change  which  merged  the  Office  of  Consumer 
Affairs  and  Civil  Rights  and  the  Division  of  Bank 
Supervision’s  Consumer  Affairs  Section.  This  new  Office 
was  named  the  Office  of  Compliance  Programs  and  is  under 


the  Division  of  Bank  Supervision  for  supervisory  purposes. 
However,  the  Director  of  the  Office  continues  to  serve  as  the 
Chairman’s  Chief  advisor  in  consumer  and  civil  rights 
matters.  The  office  title  is  now  the  Office  of  Consumer  and 
Compliance  Programs. 

The  Office  is  responsible  for  protecting  the  statutory  rights 
of  customers  of  insured  State  nonmember  banks:  conveying 
the  public’s  viewpoint  to  the  Board  of  Directors  in  consumer 
protection/civil  rights  matters;  encouraging  bank  customers, 
through  an  effective  education  program,  to  become  aware  of 
their  rights  and  to  participate  in  policy  formulation  and 
execution  of  our  consumer  protection/civil  rights 
enforcement  program;  and  identifying  areas  for  further  study 
or  research  to  determine  the  extent  of  consumer  awareness 
or  the  need  for  additional  protection  measures.  Matters 
involving  the  civil  rights  of  FDIC  employees,  Equal 
Employment  Opportunity,  Labor  Relations,  Upward  Mobility 
and  Women’s  ftograms  are  handled  by  other  offices  within 
the  FDIC. 

Size  and  Resources 

The  Director  of  the  Office  of  Consumer  and  Compliance 
Programs  serves  in  a  dual  capacity  as  Deputy  Director  of  the 
Division  of  Bank  Supervision  and  also  as  primary  advisor  to 
the  Board  of  Directors  for  policy  development  in  the  areas  of 
consumer  protection  and  civil  rights.  The  Director  is  assisted 
by  a  Staff  Attorney,  two  other  professionals  and  two  clerical 
support  personnel.  'The  Office  has  three  sections:  Consumer 
Affairs,  Civil  Rights  and  Compliance  Examination.  These 
three  sections  were  established  to  promote  greater 
specialization  and  expertise  in  consumer  and  civil  rights 
matters.  The  entire  Office  has  a  staff  of  20  professionals  and 
10  administrative  support  personnel. 

Statutory  Responsibilities 

The  Office  of  Consumer  and  Compliance  Programs  is 
involved  with  eleven  pieces  of  Federal  consumer  and  civil 
rights  legislation  over  which  the  FDIC  has  supervisory  and 
enforcement  jurisdiction.  These  laws  include  the  Truth  in 
Lending  Acti  Fair  Credit  Billing  Act,  Consumer  Leasing  Act, 
Equal  Credit  Opportunity  Act,  Home  Mortgage  Disclosure 
Act,  Community  Reinvestment  Act,  Federal  Trade 
Commission  Improvement  Act,  Fair  Housing  Act,  Fair  Credit 
Reporting  Act,  Fair  Debt  Collection  Practices  Act,  and  the 
Electronic  Fund  Transfer  Act.  In  addition,  there  are  other 
laws,  regulations,  and  policy  statements  affecting  consumers 
which  the  Office  regularly  handles  in  its  complaint 
processing  and  other  functions. 

Participation  in  Development  and  Review  of  Agency  Rules, 
Policies,  Programs,  and  Legislation 

One  of-the  major  responsibilities  of  the  Office  is  to 
participate  in  the  review  and  development  of  all  agency 
regulations,  rules,  policies,  programs  and  legislation  having  a 
consumer  impact.  This  input  from  the  Office  is  requested  by 
senior  officials,  including  the  Board  of  Directors.  Staff 
members  of  the  Office  provide  input  through  membership  on 
various  task  forces  and  other  working  groups,  by 
commenting  on  current  issues  and  proposals,  and  by  direct 
consultation  with  key  officials  of  the  FTDIC.  The  processing 
procedures  for  bank  applications  and  other  bank  customer 
impact  actions  have  been  amended  to  insure  the  input  of 
consumer  interests.  This  includes  consideration  of  protests 
under  the  Community  Reinvestment  Act. 

Other  Responsibilities 

In  carrying  out  its  mission  of  protecting  and  promoting  the 
interests  of  bank  customers,  the  Office  of  Consumer  and 
Compliance  Programs,  in  addition  to  the  input  function 
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discussed  above,  is  involved  in  a  number  of  other  programs. 
The  Office  coordinates  and  monitors  the  receipt  and 
appropriate  disposition  of  consumer  complaints  and 
inquiries  directed  to  the  FDIC.  The  Office  processes  bank 
customer  complaints  and  inquiries  received  directly  in  the 
Washington  Office  and  reviews  and  coordinates  the 
activities  of  the  Regional  Offices  in  responding  to  consiuner 
complaints  and  inquiries.  This  service  to  the  bank  customer 
has  recently  been  expanded  by  installation  of  a  toll-free 
telephone  number  in  the  Washington  Office  for  consumers’ 
use  in  contacting  the  Office.  The  Office  has  also  developed  a 
Consumer  Information  pamphlet  which  is  distributed  to 
banks  and  consiuner  offices.  This  pamphlet  summarizes  the 
consumer  and  civil  rights  laws  and  provides  a  preprinted 
form  for  customers  to  use  in  mailing  their  complaints, 
questions,  or  comments  to  the  FDIC. 

For  monitoring  the  complaint  handling  function,  the  Office  • 
has  developed  a  sophisticated  tracking  system.  The 
computer  tracking  system  provides  detailed  information  on 
complaints  which  is  made  available  to  held  examiners  for 
follow-up  activities  in  indiiddual  banks.  No  less  important, 
the  system  provides  information  to  the  various  management 
levels  of  the  FDIC  for  both  operational  purposes  and  policy 
determination. 

The  FDIC  conducts  specialized  examinations  of  banks 
under  its  jurisdiction  for  compliance  with  consiuner 
protection  and  civil  rights  laws  and  regulations.  The 
Compliance  Reports  are  reviewed  by  ffie  Regional  Offices 
and  by  the  Compliance  Examination  section  of  the  Office  in 
Washington.  Based  on  these  reviews,  the  Office  may 
recommend  formal  enforcement  actions  and  provide  other 
input  to  the  examination  function. 

In  order  to  promote  the  expertise  of  the  held  examiners 
who  conduct  complaint  investigations  and  compliance 
examinations,  the  Office  is  active  in  their  training.  Staff 
members  of  the  Office  serve  as  instructors  at  the  FDIC 
Training  Center  and  develop  both  instructional  material  and 
case  problems.  Staff  members  also  serve  as  speakers  at 
Regional  Conferences,  special  seminars,  and  other  training 
sessions.  The  Office  has  promoted  special  training  in  Fair 
Housing  and  Community  Reinvestment  and  conducted 
workshops  for  the  14  Regional  Office  Review  Examiners 
(Consumer  Affairs/Civil  Rights]. 

The  Office  is  also  active  in  the  education  of  bankers.  Staff 
members  have  developed  materials  to  facilitate  compliance 
by  banks  and  have  participated  in  numerous  seminars, 
conferences,  and  other  educational  forums  for  bankers. 

Relationship  With  Other  Consumer  Personnel 

Within  the  FDIC,  the  Office  of  Consumer  and  Compliance 
Programs  takes  the  leadership  role  in  matters  involving  ' 
consumer  protection  and  civil  rights.  The  Office  coordinates 
consumer  and  civil  rights  activities  with  the  Legal  Division 
and  other  divisions  to  ensure  a  uniform  agency  approach. 

In  carrying  out  its  function,  the  Office  maintains  a  close 
working  relationship  with  the  Office  of  the  Comptroller  of 
the  Currency,  the  Federal  Reserve  Board,  the  Federal  Home 
Loan  Bank  Board  and  the  National  Credit  Union 
Administration  as  well  as  the  staffs  of  the  Department  of 
Housing  and  Urban  Development  and  the  Department  of 
Justice. 

n.  CONSUMER  PARTICIPATION 

Stages  of  Agency  Decision-making  (When  Public 
Participation  Begins) 

Public  participation  usually  takes  place  when  a  rule  or 
regulation  has  been  proposed  for  public  comment  However, 
because  of  the  direct  contact  by  the  Office  with  the  public. 


ideas  or  suggestions  for  policies,  programs  and  regulations 
which  originate  from  private  citizens  are  routinely 
considered  in  recommendations  for  policy  changes  which  the 
Office  makes  to  the  FDIC  Board  of  Directors. 

Avenues  of  Participation 

In  order  to  promote  the  opportunity  for  public  participation 
in  the  rulemaking  process,  the  Board  of  Directors  has 
established  procedures  in  a  Statement  of  Policy.  The 
opportunity  for  public  participation  is  announced  in  the 
Federal  Register  and  in  FDIC  news  release  both  of  which 
include  the  name  and  telephone  number  of  the  staff  member 
handling  the  proposal.  The  public  is  generally  given  60  days 
to  comment  on  proposed  regulations.  For  regulations  that 
will  have  a  signiffcant  effect  on  consumers,  the  Office  will 
send  this  type  of  proposal  to  appropriate  groups  on  our 
mailing  lists  in  order  to  increase  public  participation. 

When  the  Board  of  Directors  determines  it  to  be 
appropriate,  hearings  on  proposals  are  held.  These  hearings 
are  announced  in  the  Federal  Register  and  by  news  release 
and  the  public  is  invited  to  testify  or  present  written 
comment  Transcripts  of  the  public  hearings  are  part  of  the 
public  record  and  are  used  by  staff  and  the  Board  of 
Directors  to  formulate  policy. 

Certain  of  the  meetings  of  the  Board  of  Directors  are  open 
to  the  public  under  the  Government  in  the  Sunshine  Act  The 
public  is  invited  to  attend  these  meetings. 

In  order  to  enlarge  the  contact  with  consumers  and 
encourage  their  participation  in  activities  of  the  FDIC,  the 
Office  of  Consumer  and  Compliance  Programs  maintains 
liaison  with  both  consumer  and  civil  rights  organizations. 

The  Office  maintains  eight  mailing  lists:  Fair  Housing  and 
community  groups;  consumer  educators;  consumer  media; 
consumer  and  public  interest  research  groups;  Hispanic 
groups;  State,  county  and  municipal  consumer  protection 
offices;  Federal  consumer  protection  offices;  and  private 
industry  and  bank  compliance  offices.  These  lists  include 
approximately  2,800  organizations.  In  addition,  the 
Corporation's  Information  Office  maintains  a  separate  press 
release  distribution  list  with  2,700  organizations  and  a 
separate  list  of  approximately  15,000  insured  commerical 
and  mutual  savings  banks. 

The  Office  also  receives  regular  input  from  consumers 
through  its  complaint  and  inquiry  system.  The  addition  of  the 
toll-free  telephone  number  has  greatly  expanded  the 
contacts  with  consumers  throughout  the  country. 

Special  Programs  of  Citizen  Participation 

The  Office  has  budgeted  a  Minority  Consumer  Outreach 
program.  Under  this  program  the  Office  will  contract  with  an 
outside  firm  to  design  a  market  penetration  program 
specifically  tailored  to  the  information  needs  of  Blacks  and 
Hispanics.  This  program  is  expected  to  improve 
communication  with  the  Black  and  Hispanic  populations  and 
increase  their  participation  in  agency  decision-making.  The 
program  will  also  support  the  minority  business  set-aside 
program  of  Public  Law  95-507. 

The  Office  has  added  a  Consumer  Affairs  Specialist 
(Hispanic  Liaison)  staff  member.  This  staff  person  is 
improving  contacts  with  Hispanic  groups  and  individuals 
and  is  implementing  an  educational  program  to  ensure  the 
dissemination  of  information  on  consumer  matters  to  these 
groups  and  individuals. 

The  Office  is  recruiting  for  a  Media  Liaison  staff  member. 
With  the  addition  of  this  staff  person,  the  Office  will  be  able 
to  consolidate  current  programs  and  concentrate  on 
improving  the  level  and  effectiveness  of  the  overall  citizen 
participation  program. 
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The  FDIC’s  commitment  to  active  liaison  with  the  public  at 
large  and  community  groups  in  particular  is  reflected  in  the 
Office’s  new  Community  Group  Interaction  Program.  Under 
this  program,  the  Office  provides  staff  to  meet  with  and 
speak  before  community  groups  to  more  fully  carry  out  the 
FDIC's  role  under  the  Community  Reinvestment  Act.  Office 
staff  members  also  serve  as  advisors  to  the  Regional 
Directors  in  their  public  meetings  with  community  and  civil 
rights  activists. 

HI.  INFORMATIONAL  MATERIALS 

The  FDIC  publishes  the  following  seven  pamphlets 
describing  basic  areas  of  consumer  protection  for  bank 
customers  (these  pamphlets  will  be  issued  in  bilingual 
format.  English/ Spanish,  in  the  near  future): 

Truth  in  Lending — explains  w'hat  disclosures  must  be 
made  in  connection  with  credit  finance  charges  and  annual 
percentage  rates;  protections  against  unauthorized  credit 
card  use;  advertisement  of  credit  terms;  and  cancellation 
rights  when  a  credit  transaction  is  secured  by  a  home. 

Fair  Credit  Billings— describes  how  to  deal  with  billing 
errors  and  defective  merchandise  or  services,  and  how  to 
protect  one’s  credit  rating. 

Fair  Credit  Reporting  Act — sets  forth  an  individual’s  right 
to  obtain  information  compiled  by  a  Consumer  Reporting 
Agency  (credit  bureau)  and  to  have  inaccurate  information 
corrected  or  deleted  from  his  or  her  file;  outlines  steps  to 
take  if  credit,  insurance  or  employment  is  denied  because  of 
an  inaccurate  or  unfair  Consumer  Report. 

Equal  Credit  Opportunity  and  Age— explains  the  extent  to 
which  a  creditor  can  consider  an  applicant’s  age  in  granting 
or  continuing  credit. 

Equal  Credit  Opportunity  and  Women — details  how  the 
law  ensures  equal  treatment  in  determining  a  credit 
applicant’s  “creditworthiness”  and  prohibits  discrimination 
based  on  sex  or  marital  status. 

Consumer  Information— cites  six  consumer  protection 
statutes  of  importance  to  bank  customers  and  briefly 
explains  the  laws’  requirements;  contains  a  detachable  form 
for  a  consumer’s  use  in  submitting  a  complaint,  question  or 
suggestion  to  the  FDIC.  (This  pamphlet  is  currently  being 
revised.) 

Your  Insured  Depost — ^provides  examples,  in  question  and 
answer  form,  of  insurance  coverage  under  the  FDIC’s 
regulations.  (This  pamphlet  is  currently  being  revised.) 

The  FDIC  makes  these  free  publications  available  in 
quantity  to  banks  for  display  in  their  lobby /reception  areas. 
The  availability  of  these  pamphlets  has  been  announced  by 
news  releases  and  by  special  mailings  to  consumer  groups 
and  offices.  The  FDIC  has  distributed  over  32,000,000  of 
these  pamphlets.  Staff  is  currently  working  on  a  pamphlet 
related  to  the  Community  Reinvestment  Act,  This  pamphlet 
will  briefly  explain  the  Act  and  how  citizen  and  community 
groups  can  benefit  from  the  Act.  Pamphlets  may  be  ordered 
in  quantity,  without  charge,  from:  FDIC,  Services  Section, 
Washington,  D.C.  20429. 

In  addition,  the  FDIC  provides  a  number  of  other 
publications  regarding  the  FDIC’s  operations  and  financial 
statistics  on  commerical  and  savings  banks  in  the  United 
States.  Consumers  having  an  interest  in  these  publications 
should  contact  the  FDIC’s  Information  Office,  Washington, 
D.C.  20429.  (202-389-4221). 

Public  meetings  are  announced  in  the  Federal  Register  and 
by  news  release.  Information  on  how  the  public  can 
participate  at  these  meetings  is  contained  in  these 
announcements.  The  Executive  Secretary  of  the  FDIC  may 
be  contacted  for  specific  information  on  hearings  and  on 
attendance  at  open  Board  meetings.  That  address  is 


Executive  Secretary,  FDIC,  Washington,  D.C.  20429,  (202- 
389-4425). 

IV.  EDUCATION  AND  TRAINING 

Information  on  Executive  Order  12160  has  been 
disseminated  to  staff  of  the  Office,  and  specific  aspects  of 
the  Executive  Order  have  been  discussed  with  the  staff.  The 
Executive  Order  was  one  of  the  agenda  items  covered  at  a 
recent  seminar  for  the  Review  Examiners  (Consumer 
Affairs/Civil  Rights)  who  manage  the  consumer  and  civil 
rights  activities  in  the  14  Regional  Offices. 

Staff  training  in  the  Office  of  Consumer  and  Compliance 
Programs  includes  all  aspects  of  consumer  protection: 
complaint  handling,  consumer  participation,  consumer 
education  and  consumer  and  civil  rights  laws  and 
regulations. 

The  Director  of  the  Office  is  responsible  for  staff  training. 
He  is  assisted  by  the  staff  training  coordinator  whose  job  it 
is  to  review  training  needs  and  select  appropriate  training  to 
fill  these  needs. 

The  type  of  training  selected  is  based  on  the  individual’s 
position  in  the  Office  and  on  any  special  educational  needs. 
New  employees  are  assigned  a  senior  staff  member  who 
orients  the  new  person  in  all  aspects  of  the  new  job.  While 
the  training  is  individualized,  staff  members  generally 
receive  four  basic  types  of  training:  (1)  on-the-job  training; 

(2)  required  reading  and  attendance  at  staff  training 
meetings;  (3)  attendance  at  formal  FDIC  training  sessions, 
e.g..  Consumer  and  Civil  Rights  Compliance  Schools;  and  (4) 
formal  educational  courses  offered  outside  the  FDIC 
including  university  courses. 

In  addition,  senior  staff  members  participate  in  consumer 
compliance  examinations  and  investigations  in  the  field. 

Staff  personnel  are  also  members  of  various  consumer 
professional  organizations  which  help  them  to  stay  abreast 
of  current  issues  and  provide  opportunities  to  associate  with 
other  professional  in  the  field. 

V.  COMPLAINT  HANDING 

Since  1975  the  Office  of  Compliance  Programs  has  had  a 
complaint-handling  system  for  logging  in  and  investigating, 
complaints,  responding  to  consumers,  and  integrating  the 
results  into  the  development  of  policy. 

Public  Awareness 

In  order  to  increase  public  awareness  of  the  FDIC's 
complaint  handling  service,  the  FDIC  has  published  and 
disseminated  the  pamphlet  “Consumer  Information”  which, 
in  revised  version,  cites  ten  Federal  consumer  and  civil 
rights  laws  and  provides  a  preprinted  form  for  submitting 
complaints  or  oAer  comments.  This  pamphlet  is  being 
revised  and  will  be  issued  in  bilingual  format  in  the  near 
future.  To  provide  even  better  service  to  consumers,  a  toll- 
free  telephone  system  was  recently  established  in  the  Office. 
This  service  has  been  announced  by  news  release  and  by 
special  mailings  to  consumer  groups  and  others.  The  toll-free 
number  is  800-424-5488. 

Format  for  Logging  Complaints 

The  Office  has  a  standardized  system  for  logging 
complaints,  inquiries,  and  comments  from  consumers 
whether  received  by  telephone  or  lettter  or  delivered  in 
person.  This  standardized  data  collection  method  permits 
easy  tracking  of  cases  and  great  flexibility  in  analyzing 
results  for  management  purposes. 

Investigation  and  Analysis 

Office  procedures  ensure  proper  referrals  and  set 
guidelines  for  complaint  investigation,  types  of  responses. 
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and  appropriate  follow-up  action.  The  tracking  system 
indicates  the  status  of  cases  and  any  unusual  delays  in 
processing. 

Statistical  reports  are  generated  which  highlight  patterns, 
indicate  exceptions,  and  provide  input  for  agency 
policymaking.  Reports  are  provided  to  the  14  Regional 
Offices  for  use  in  their  administration  of  complaint  handling 
and  for  use  in  individual  investigations  of  banks.  Reports  are 
also  furnished  to  key  agency  officials  for  policy  formulation. 

Evaluation  of  Complaint-Handling  System 

The  complaint-handling  system  is  constantly  monitored  by 
the  Office  to  ensure  the  resolution  of  individual  cases. 
Summary  data  is  evaluated  quarterly  to  determine  the 
operating  efficiency  of  the  system  and  to  look  for  patterns 
which  suggest  management  action. 

The  Office  has  recently  conducted  a  survey  of 
complainants  to  determine  their  satisfaction  with  the  FDlC’s 
resolution  of  their  requests.  These  responses  have  been 
coded  into  a  computerized  data  base  for  analysis  and 
identification  of  those  areas  that  need  improvement. 

OVERSIGHT 

In  May  1979,  the  Board  of  Directors  appointed  Henry  S. 
Newport  as  the  Director  of  the  Office  of  Consumer  and 
Compliance  Programs.  Mr.  Newport  has  sole  responsibility 
for  policy  direction  and  coordination  of  the  FDIC’s  consumer 
and  civil  rights  activities.  He  is  the  Chairman’s  chief  advisor 
in  consumer  and  civil  rights  matters. 

Henry  S.  Newport, 

Director,  Office  of  Consumer  and  Compliance  Programs. 
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